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INTRODUCTION AND BACKGROUND

Background

This is the “Operational Metrics” book of Volume II of the
2023 Sherlock Benchmarks for Blue Cross Blue Shield Plans
(Sherlock Expense Evaluation Report or SEER). The Sherlock
Benchmarks provide statistics and analysis summarizing the
administrative expenses and operational metrics of seventeen
Blue Cross Blue Shield Plans. They are intended to facilitate
comparisons for users and to assist in the management of
health plan administrative expenses.

The premises of the Sherlock Benchmarks and a general
description of the Blue Cross Blue Shield universe is found in
Volume I, Financial Metrics. That volume also contains an
extensive description of the participating plans.

Organization of the Sherlock Benchmarks

The 2023 Sherlock Benchmarks for Blue Cross Blue Shield Plans
is a carefully compiled and validated summary of the
surveyed operational characteristics of leading health plans.
Seventeen Blue Cross Blue Shield Plans participated this year.
Approximately 76% of the Blue comprehensive members not
in publicly-traded Blue Cross Blue Shield Plans are served by
Plans in this year’s survey. Collectively, the Plans reflected
here serve 52.2 million people with comprehensive products.

The Sherlock Benchmarks assists in performance improvements
for health plans by facilitating comparisons between plans and

their universe as a whole. It quantifies health plans’ relative
performance and identifies sources of variance at a highly
granular level. Sherlock Benchmarks are unusually
comprehensive and validated analytical tool.

The Sherlock Benchmarks are produced in two volumes.

Volume I: Financial Metrics includes analyses of
administrative expenses through financial ratios such as
percent of revenues and per member per month. Data is
divided into fourteen product lines and more than 70
functions or subfunctions.

Volume II: Operational Metrics complements Volume I by
facilitating in-depth analyses of the financial metrics. It is
subdivided into four documents.

Staffing and Compensation focuses on the staffing components
of operational metrics and includes average compensation,
staffing ratios and outsourcing information.

Operational Metrics translates between operational
performance and expense performance. Expenses are often
analyzed into factors of user demand, employee productivity,
unit cost, staffing ratios and cost per employee. For instance,
Claim and Encounter Capture and Adjudication is analyzed
into claims per member, productivity of claims processors,
cost per claim and per-employee costs of claims. All functions
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are analyzed by factors of staffing ratios, staffing costs per FTE
and non-labor costs. Numerous drivers of costs and quality
are also provided. In the claims area, for example, these
include metrics of electronic submission, auto-adjudication
and factors requiring manual intervention.

Medical Management Metrics reports the costs and operations of
key medical management activities.

Health Care Utilization Metrics contains health care utilization
and cost metrics for forty health services, segmented by
product.

In addition to these documents, a comprehensive set of data
definitions and calculation notes, called Common Guidelines, is
provided normally in PDF form for ease of reference.

This document, Volume II - Operational Metrics, is divided
into ten sections:

TAB 1. INTRODUCTION AND BACKGROUND

This section describes the organization and
conventions of the Sherlock Benchmarks.

TAB 2. OPERATIONAL METRICS OVERVIEW

This section presents summary analyses of factors of
costs in each functional area. These factors are, broadly,
demand, unit cost, productivity, and staffing ratios.
Costs are also analyzed in terms of labor and non-labor
costs per FTE.

TAB 3. SALES AND MARKETING

This section includes analyses related to the entire
spectrum of Sales and Marketing activities including
functions of Rating and Underwriting, Marketing,
Sales, Commissions (external) and Advertising and
Promotion.

TAB 4. PROVIDER NETWORK MANAGEMENT AND SERVICES

Metrics of activities performed by this function are
found here. Provider Network Management and
Services includes Provider Relations Services (the
initial point of contact (telephonic and written) for
provider inquiries), Provider Contracting (including
Provider Configuration), and Other Provider Network
Management and Services (including the maintenance
of the provider network, orientation, on-going
education, and in-services with new and existing
providers).

TAB5. ENROLLMENT / MEMBERSHIP / BILLING

Analyses related to these activities are found here.
Enrollment is the processing of installation, recording
and maintenance of the relationship between the plan
and its members. Membership is the recording of and
changes in demographic information. Billing is the
process and the execution of the submission of
invoices.
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TAB 6. CUSTOMER SERVICES

Detailed metrics relating to customer services are
included in this section. Customer Services responds
to, processes, resolves or provides information for
transactions or inquiries of customers based on
eligibility, contract language, benefit interpretation,
medical management activities, regulatory
interpretation, claims process accuracy and historical
member communications used to provide and
authorize service or payment.

TAB 7. CLAIM AND ENCOUNTER CAPTURE AND ADJUDICATION

Performance metrics of the claims area are found in
this section. This function compares claim application
and/or provider statement with policy file and other
records to evaluate completeness and validity of claim
and settles claims with claimants in accordance with
policy provisions and performs COB functions.

TAB 8. INFORMATION SYSTEMS

This section contains operational metrics of
information systems. Information Systems extends and
supports the activities of other functional areas. Its
own activities are divided into costs to keep it running,
costs of software and support, costs to grow the
business and the costs to maintain Information Systems
security.

TAB 9. CORPORATE SERVICES CLUSTER

Metrics relating to Finance and Accounting and the
Corporate Services functions are found here. Corporate
Services sub-functions include Human Resources,
Legal and Facilities.

TAB 10. RISK ADJUSTMENT

Risk Adjustment is the analysis of clinical data to
match government compensation with the risk factors
of members. This includes adjustment for the “three
Rs”: permanent risk adjustment, transitional
reinsurance and transitional risk corridors.

Conventions Used in this Report

In the Sherlock Benchmarks, we analyzed costs for the Plans as
enterprises, by functional area and also by product. We have
employed a number of reporting conventions, which we
discuss below.

1. The terms “high” and “low” mean the average of the
two highest and two lowest values, respectively. The
standard deviation is the measure of dispersion. To
facilitate comparability of standard deviations, we
have expressed standard deviation as a percent of the
mean, commonly termed the coefficient of variation.

2. Statistical results are unweighted. That is, each metric
reflects equally the experience of each Plan that reports
a functional area for a product, without regard to the
Plan’s size.

o
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3. Statistical measures for each functional area are
calculated independently. Accordingly, the statistical
values of total expenses is not the sum of the statistical
values of each component cost.

4. Results were subject to careful validation processes to
identify, and correct if possible, reporting errors.

5. Within each Plan, ratios based on the total scope of
products (for instance in the Total and Comprehensive
values) are intrinsically weighted by the relative
importance of each product to that firm. For instance,
the comprehensive values for a health plan with a
heavy commitment to low-cost Indemnity & PPO ASO
will reflect that product’s weighting and its Total and
Comprehensive Plan costs will be lower as a result.

We offer a few additional comments regarding Volume II -
Operational Metrics.

1. The information we received is through our contact,
typically someone in the finance area, rather than

directly from the operational department themselves.

2. The response rate was considerably lower in

operational metrics as compared with financial metrics.

Operational metrics are largely voluntary to help
assure quality of responses.

3. The components may not sum to totals, for example in
the case of product line breakouts. That is because
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response rates varied in each of the component parts
and in totals.

4. Turnover metrics supplied by the respondents, as
opposed to those calculated by us, are usually
calculated as average for the year, as opposed to being
based on year-end and total year ratios.

5. Additional discussion about Sherlock Benchmarks
survey procedures, data analysis and presentation is
found under Tab 1 of Volume I - Financial Metrics.

6. A complete description of the characteristics of the
participating plans is found in Tab 10 of Volume I -
Financial Metrics.

Questions and Comments

We invite questions and comments on the
Sherlock Benchmarks.

Douglas B. Sherlock, CFA
President
Sherlock Company
215-628-2289
P.O. Box 444
Gwynedd Valley, PA 19437

In addition, please know that we support your use of the
Sherlock Benchmarks. We hope that you will not hesitate to
contact us if you have any questions concerning classifications,
calculation methodologies and the application of the Sherlock
Benchmarks to improve the performance of your health plan.

SHERLOCK
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Tab 2
Summary of Operational Metrics
This section summarizes analyses of key functional areas. If a quantifiable output is identifiable, per member per month (PMPM) costs are

segmented into factors of primary demand, productivity, unit cost, cost per FTE and staffing ratios. In all cases of these functional areas, PMPM
costs are segmented into staffing ratios and costs per FTE, which are divided into labor and non-labor components.

Metric Page
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Tab 3
Sales and Marketing

Metric

Product Mix

Percentage Point Change in Mix of MEMDEISIID.......c.uii ittt st e bt s e e e sab e e s neeennrea s

Sum of Absolute Values of Percentage Point Changes in Product Mix

Group and Membership Growth
Sources of Membership Growth
Total MEMDEISNIP GIOWLN........ciiiiiiiiie ettt e ettt e e et e e e e e b e e e e e asaeee e e sseeeeeaasseeeaansseeaeeansseaaesenssneeesansseeeeaanssneaeans
Membership Increase Due to Group Members
Membership Increase Due to Individual Members

Note: Group Member PersSiStENCY RAE.........oouii ittt e bt e e s bt e e be e e s et e e eab e e sabeeeaseeesnbeeesnbeeaneeeanneas

Sources of Membership Growth
Percent Change in NUMDET Of GIOUPS..........uii ittt ettt ettt ettt e s b e e aat e e e be e e s heeeebeeaaabeeaabeeaabeeeaseeeanbeeeanseeanbeeesnseaaanneeanee
Percent Change in Average Group Size.

Change iN GroUP MEMDEISNID. ... ittt ettt ettt et b e e s bt e e eabe e e abeeen b e e e ab b e e sabeeaanbeeanbeeesebeeeneeeanbeessaeas
Percent Change in Number of INdividual MEMDETS.........couiiii ettt et e bt e e sab e e e be e e snneeenneeeanee
Growth in TOtal MEMDEISIIP. ...c.ciieeiiie ittt e e st e e e e e e e e e stbeeeeesstaeeeeeasseeesaasseaeeassaeaesenssaeeesanssaeeeaanssneeeannns

Note: Individual Membership Increase as Percent of Total INCrease or DECIEASE.............ceeeicviieeiiciiieeeeiie e

Sources of Group Membership Growth

Membership INCrease dUE t0 NEW GrOUDS.........iiiiiiiiieeeiiiieee e ettt e e st e e e e st eeeesetaeeeesessaeeesassaeeesaassaaeeansseeaesasseeeesanssaneeaassenaeaans
Membership Decrease dUE t0 LOSt GrOUPS..........uuiiiiiiiiiee e et e et e et e e e ettt e e e sttt e e s s e e e e esasaaeaeesseeeeeesseeeeeaansaeeeeansseaesasneeeas

Net Membership Growth Within Retained Groups.

Total Growth in Group Membershlp

Note: Group Member PersSiStENCY RAE.........o uiiiiieiiii ettt b et e s bt e e be e e et e e eab e e sabeeeasbeesnbaeesnbeeaneeeanneas

Note: Average Duration of Group Membership, Years....
Note: Growth Within RetaiNEA GrOUDS.........coiiiiiiiieiiiiiiie et e et e et e e e ettt e e e e e eate e e e e aaataeeeeaassaeeesssaeeesanssaeeeaasseeeesassaeaesanseeeas

Sources of Group Growth
Percent Change due to New Groups
Percent Change due to Groups Lost

Percent ChanGgE N GrOUPS. ........eieitie ettt ettt ettt e et e et et e s b e et e e e eateeeaaseeaabee ekt eeaasee e ambeeeabeeeeae e e s eeeeab e e e ambeeembeeeasbeeeneeeambeeaneeesnneas

NOtE: GroUP PErSISIENCY RALE.......co ittt ettt e s bt e e bt e e sa bt e e b b e eabe e e ab e e eabeeeabeeesabeeeanbeeanbeeesnneeenneeeanne
Note: Average DUration Of GrOUPS, YEAIS.......ccuui i iieeaiite et ettt ettt e ettt e e teeesabeeaabeeeasbeeaseeeaabeeabeeaabeeeasbeesneeeanbeeabeeesnneeanneeaanne

Page

Definition Calculation
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Blue Cross Blue Shield Plans Tab 3. Sales and Marketing

Sales and Marketing

Metric Page Definition Calculation

Quote Activity
All Distribution Systems
Internal and Broker Final Quotes, Per Group

1T = 70T o SRS 31
Middle Market Group 31
Large Group.......ccccceevcveeeerrneeennn. 32
Lo =1 SO O PP PPPPPPPR 32
Broker and Internal Quotes per 10,000 MEMDEIS PEI Y @I ........ccoiiiiiiuiiiiiee ettt ettt ettt e e eae et e e nene e 33
Internal and Broker Final Quotes, Percent of Total, by Segment
1T = 70T o SRS 33
Middle Market Group 34
[T o = ] o o OSSP 34
Broker Distribution System
Percent of Final Quotes that are Made by Brokers, by Segment
35
35
36
36
Broker Final Quotes, Per Broker Group
1T = 70T o RSP 37
Middle Market Group 37
Large Group.......ccccceeecveeeersneennnn. 38
Lo =1 OSSOSO PPPPPUPR 38
Broker Quotes per 10,000 Members Sold Through Brokers per Year 39
Close to Quote Ratio, All BrOKET BUSINESS..........uiiiiiiiiiieeeiiee et e e e et e e e sttt e e e et e e e e as et e e e ans e e e ansaneeeeansseeeeaanseeeeeanseeeeeanneeeas 39
Internal Distribution System
Percent of Final Quotes that Made by Internal Sales Reps, by Segment
40
40
41
41
Internal Final Quotes, Per Internal Group
1T = 70T o PR 42
1T Lo | LAY =T =] AT 01U o S 42
L= o = ] o o SRS 43
Lo =1 OSSOSO PPPPPPPT 43
Internal Quotes per 10,000 Internally Sold MembErs PEr YEar..........ccoiiiiiiiiiiiii et 44
Close to Quote Ratio, All INTErNAI BUSINESS..........uiiiiiiiiiieeeiie ettt e e e e e e s s e e e e an s e e e snseeeeeeneeeeeeanneeeeeanneeeeeanneeens 44
Internal Final QUOLES PEr SalIES FTE.......co ittt ettt ehe e et e e e ear e e e be e e sat e e e be e e san e e neeenaneas 45

/\
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Blue Cross Blue Shield Plans

Tab 3. Sales and Marketing

Sales and Marketing

Metric

Importance and Characteristics
All Distribution Systems
Percent of Total Membership by Segment
T Lo Yo (U= PO T TP TP TSP PRPRRPPPPI
Small Group......c..........
Middle Market Group
L= o = ] o o PR

Percent of Total Groups by Segment
[Tle Ve [V E= T @ o] gl =T £ T T O OO PP PP RPRTPPTOP
Small Group.....cccceecveeeeennee.
Middle Market Group
[T o = ] o o OSSP

Average Group Size
Individual Contracts
Small Group.....ccceecvveveeenneee.
Middle Market Group
Large Group........cccceevcuveveennnne

Total, Including Individual

Note: Average Group Size This Year, Unsegmented, Excluding INdividUalS.............ooviiiiiiiiiiiiie e
Note: Average Size Last Year, Unsegmented, EXcluding INAIVIAUALS............cueriiiiiiiiri e

Broker Distribution System
Percent of Members Sold Through Brokers
T Lo Yo (U= PO T TP TP TSP PRPRRPPPPI
1T = 70T o SRS
YT Lo | L1V =T (= AT 401 o S
Large Group........ccccevvuveveennnne
Total, Including Individual

Percent of Groups Sold Through Brokers
1T = 70T o SRS
Middle Market Group
Large Group........ccccevvuveveennnne
Total, Including Individual

Average Size of Broker Groups
1T = 70T o PR
1T Lo | L1V =T =1 AT 01U o S
L= o = ] o o SRS
LI ] €= 1S 1 e 18 o [ o [T T AV o 0= S PRRR

Page
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Definition Calculation
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Blue Cross Blue Shield Plans

Tab 3. Sales and Marketing

Sales and Marketing

Metric

Importance and Characteristics
Broker Distribution System (continued)
Percent of Members Sold Through Brokers that are New
1T = 70T o SRS
YT Lo | L1V =T (= AT 401 o S
[T o = ] o o OSSP
LI ] €= 1S 1 e 18 o [ o LYo T AV o 0= SRR

Percent of Groups Sold Through Brokers that are New
1T = 70T o RSP
Middle Market Group
Large Group........ccccevvuveveennnne
LI ] €= 1S 1 e 18 o [ o Yo T AV o 0= USSR

Average Duration of Broker Members, by Segment, in Years
1T = 70T o SRS
Middle Market Group
L= o = ] o o SRS
LI ] €= 1S 1 e 18 o [ o LYo T AV o 0= SRR

Average Size of New Broker Groups
1T = 70T o SRS
Middle Market Group
Large Group........cccceevcuveeeennnns
Total, Including Individual

Percent of Broker Members, by Category of Group
T Lo Yo (U= PO T TP TP TSP PRPRRPPPPI
Small Group......c..........
Middle Market Group
L= o = ] o o SRS
LI ] €= 1S 1 e 18 o [ o LYo T AV o 0= SRR

Internal Distribution System
Percent of Members Sold Internally
T Te LYo (U= TP TP U PP PP PO PPPN
Small Group.....cc.cecvveeeen.
Middle Market Group
[T o T ] o U o SRS
LI ] €= 1S 1 e 18 o [ o LYo T AV o 0= SRR

Percent of Groups Sold Internally
1T = 7o T o RSP
Middle Market Group
Large Group........ccccevvuveveennnne
Total, Including Individual

Page
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Blue Cross Blue Shield Plans

Tab 3. Sales and Marketing

Sales and Marketing

Metric

Importance and Characteristics
Internal Distribution System (continued)
Average Size of Groups Sold Internally

Middle Market GrOUP. .......coiiuieeeieiiee e e e e et e e e et e e e e eneeeeeeanneeas
(=T o [ ] o o J
Total, InCluding INAIVIAUAL. ........ccueeiiee e

Compensation
All Distribution Systems

Sales and Marketing Costs PMPM...........oooiiiiiiiiiee e
Sales and Marketing Costs per QUOLE............coooiiiiiiiiiiiec e

Broker Distribution System
Broker Commission Costs

Broker Commissions per Broker Member per Month
Broker Commissions as a Percent of Broker Premium Equivalents

Broker Commissions per Broker Quote

Broker Overrides and Bonuses

Broker Overrides and Bonuses as a Percent of Total Commissions

Internal Distribution System

Sales and Marketing Costs, Excluding Commissions, per FTE
Sales and Marketing FTEs per 10,000 Internally Sold Members
Sales and Marketing Costs, Excluding Commissions, Per Internally Sold Member Per Month

Internal Commissions per Member Sold by Internal Sales Rep per Month
Internal Commissions per Quote Made by Internal Sales Rep

Page

I35
[e2}[6)](4)]

NN
NN
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(o] ]
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Definition Calculation
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Blue Cross Blue Shield Plans Tab 3. Sales and Marketing

Sales and Marketing

Metric Page Definition Calculation

Sales and Marketing Cost Summary
Total Distribution System

Final Quotes per Sales and Marketing FTE. ... ..ottt esbe et e e nane e 80
Groups per Final Quote..........ccocveviiiiiieciiceee 80
Groups Sold Per Sales and Marketing FTE........... 80
Average Group SizZe.......ccoooveereiniiieeeeniee e 80
Group Members Sold per Total Sales FTE...............ccce..... 80
Sales and Marketing Costs per Total Sales FTE.................... 80
Sales and Marketing Costs per Group Member per Month.... 80
Internal Sales Force
Internally Sold Groups Per Sales FTE 81
Average Internally Sold Group Size 81
Internally Sold Group Members per Sales FTE 81
Sales Costs per Sales FTE.........oooivieiiiieeeeee e 81
Sales Costs per Internally Sold Group Member per Month 81
Rating and Underwriting
FINAl QUOTES PEI FTE ... ittt h et e et e et eeht e e ettt e e a et e et e e ea bt e e be e e eab et e be e e nane e e anneeentneeneneennneenane 81
Groups per Final Quote 81
Groups per FTE 81
Cost per Group...... 81
Costper FTE.....covvvieeeeeeeeee 81
FTEs per 10,000 Group Members.......... 81
Cost per Group Member per Month 81
Acquisition Cost per NeW ENTOIMENT..... ..o e e e et e e e et e e e e e st e e e e s neeeeeeeneeeeeeenneeeeesanseeeeaanneneeans 82
Staffing vs. Non-Labor
Sales and Marketing Total Non-Staffing Costs per Total FTE.......... 82
Sales and Marketing Total Staffing Costs per Total FTE................. 82
Sales and Marketing Total Costs per Total FTE.................. 82
Sales and Marketing Total FTEs per 10,000 Members.... 82
Sales and Marketing Cost per Member Per MONTN.............ooii e e et e e e et e e e s e e e e e e e e s enneeeeennnnee 82
Percent of Sales and Marketing Costs that are Staffing............cooo e 82
Percent of Sales and Marketing Costs that are Non-Staffing..........coooiiiiii e 82
Percent of Sales and Marketing Costs that are Outsourced 82
Percent of Sales and Marketing Staffing that is Outsourced 82
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Tab 4
Provider Network Management and Services
Provider Network Management & Services responds to inquiries from providers, contracts with providers for care delivered to members, is the liaison for provider appeals (whose

coordinating responsibility resets with customer services), credentials providers for eligibility for contracts, issues report cards to provider and audits and validates provider
activity.

Metric Page Definition Calculation
Provider Relations Service Metrics:

This sub-function responds to inquiries from providers.

Provider Relations Services Cost Summary
Per Member
Manual Inquiries

Manual INQUIFIES PEF IMEIMDET ... o ettt e e e e e oo e e oo aeaee e ettt eeaaaaeee e e s beeeteeeaaaaaeeeaaa e nsssabbeeeaaaaaaaaaaaaaannnn 87
Members per FTE........ccccceeevvveeen. 87
Manual Inquiries per FTE per Year 87
Provider Relations Services Cost per Manual INQUITY.........cooiuiiiiioiie ettt e e rae e e e e e beeesnbeeeaneeaan 87
Provider Relations Services Cost per FTE 87
FTEs per 10,000 Members.........cccccceevvveennnn. 87
Provider Relations Services Costs PMPM 87
Total Inquiries
TOtal INQUITIES PEI IMIEBIMDIET ... ettt et e e e e e e e e e e aaab e et eeeeeaaaeeeeaans bbb et e eeaaaaaeeeaaa e nnnssbbaeeeaaaaaaaaaaaaannnns 87
Y LT T S o =Y o I PO PRPORP 87
Total Inquiries per FTE per Year. ... e e e e e e e e e e e e —————— 87
Provider Relations Services Cost per TOtal INQUITY.......c...eiiiii ittt sttt e e sae e e st e e e ebeeesbeeesnneeenes 87
Provider Relations Services COSt PEI FTE.........ocoiiiiiii ettt e et e e e et e e s et e e e e e e teaeeasasaeeeesassaeaessssseneesannsnneeaans 87
FTEs per 10,000 Members.........cccccceevvveennn. 87
Provider Relations Services COStS PIMPIML..........couiiiii ittt e e e e e ettt e e e s staeeeeesteeesanbaeaeesnssaeaesenssaeeessnssneeeaann, 87
Staffing vs. Non-Labor
Provider Relations Services Total Non-Staffing Costs per Total FTE.........oouii et 88
Provider Relations Services Total Staffing Costs per Total FTE.........ooiiiiiiiie et s 88
Provider Relations Services Total Costs per Total FTE..........oooo ittt e e s s e e e s s e e e e e enreeeas 88
Provider Relations Services Total FTEs per 10,000 Members 88
Provider Relations Services Cost per Member Per MONTN..........coooiiiiiiiiiiee e e e e e s are e e e e ennnees 88
Percent of Provider Relations Services Costs that are Staffing...........coiiiiiiii e 88
Percent of Provider Relations Services Costs that are Non-Staffing...........cooiiiiiiiii e 88
Percent of Provider Relations Services Costs that are QULSOUICET...............eiiiiiiiiiii e e e 88
Percent of Provider Relations Services Staffing that is OULSOUICEA...........ouiiiiiiiii e 88
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Blue Cross Blue Shield Plans Tab 4. Provider Network Management and Services

Provider Network Management and Services

Metric Page Definition Calculation
Inquiries
Inquiries per Member per Year, by Mode and Product
Manual
IMANUAI ClIS......cooiiieeiieee et ettt e e e e e e e e e oottt aeeeeeaeeeeeeeee e e aassssseseeeeeeeeeaanssassseeeeeeeaaaeeeaaaanssssssssseaaaaaeeeeeeeaanns 89
Paper/Written Inquiries 89
Manual Electronic Inquiries 90
LI €= LAY =T T = LN T 04T S 90
F U] (o] 4= 1 (= Te 02 LTS UP OO PPP PP 91
LI €= LN = (o0 oY g T T =SOSR 91
Provider Services INQUIries Per 100 ClaiMS.........oii i iiiiie e e e e e e e e e e e e e et e e e e s aneeeeeeaaseeeeeaneeeeesanseneeeeanneeeeeaannneeeeanns 92
Percent of Total Inquiries, by Mode and Product
Manual
IMANUAI CAlIS......oooiiieeeeeeee ettt e e e e e e e e e e et eaaeeeeeaeeeeeeeee e e aasssssseeeeeeeeeeaassaassseeeeeeeaaaeeeaaaansssssssesaaaaaeeeeeeeeannns 93
Paper/Written Inquiries ........... 93
Manual Electronic Inquiries 94
QLI €= LAY =T T = LN T 04T S 94
F U] (o] 4= 1 (= Te 02 LTS UP OO PPP PP 95
LI €= LN = (o0 oY g T T =SOSR 95
Percent of Total Calls Received that @are ManUAL.................ooooiiiii oo e e e e e e e e e e e e e s nsasranaaaaaaans 96
Product Mix of Inquiries
Manual
IMANUAI ClIS......cooiiieeiieee et ettt e e e e e e e e e oottt aeeeeeaeeeeeeeee e e aassssseseeeeeeeeeaanssassseeeeeeeaaaeeeaaaanssssssssseaaaaaeeeeeeeaanns 97
Paper/Written Inquiries ........... 97
Manual Electronic Inquiries 98
QLI €= LAY =T T = LN T 0T3S 98
F U] (o] 4= 1 (= Te 02 LTS UP OO PPP PP 929
LI €= LN = (o0 oY g T T =SOSR 99
Provider Portal
Name and VENdor Of POIAl USEA...........uuiiiiiiiiiii ittt ettt e e e e e e e e e e e e e e e e e e e eeeeeses e aaassssaeeeeaaaaeeeeaaaassnssssssseeeeeens 100

/\
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Blue Cross Blue Shield Plans

Tab 4. Provider Network Management and Services

Provider Network Management and Services

Metric Page Definition Calculation
Accessibility of Provider Services

Average Speed of Answer (ASA), in Seconds 101

ASA Service Level, at 30 seconds........................ 101

Abandonment Rate......................... 102

Handle Time, in Seconds............ 102
Provider Appeals

Percent of Appeals Adverse DeciSions OVEITUINEd. ..........oooiiiiiiiiiiiie et e et e e e e et e e e e saee e e e sanneeeeeeennaeeeeennneeeeeeannees 103

Percent of Appeals Adverse DeciSions UPQEId...........oo e e e et e e et e e e st e e e s nneeeeeeennteeeeeennnees 103

ApPPeals Per 10,000 MEMDETS........couiiiiiiiiiee ittt ettt et ee e sateeeabeeeaabe e e beeeaabeeenbeeambeeambee e beeeasbeeeneeeembeeebbeesaneaaanbeeanbeean 104
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Blue Cross Blue Shield Plans

Tab 4. Provider Network Management and Services

Provider Network Management and Services

Provider Contracting Metrics:

This sub-function recruits and credentials providers such as physicians and hospitals.

Metric Page Definition Calculation
Provider Contracting Summary
Providers per 1,000 IMEMDEIS.......c.c.uuiieeiiieiie ettt e et e e e et e e e e et e e e e eaa et eaeeessaeeeeaasseeee e e nsseeeeaasseeeeesssaeeesanssaeeeaansseeeesansseaaesasneeens 105
Members per CONraCting FTE ... ... .ottt ettt ettt he e e e bt e e ettt e eabe e e aaeeebeeeambee e beeeambeeeanseeanbeeeanneesneeaanne 105
Providers per Contracting FTE..................... 105
Provider Contracting Cost per Provider. 105
Provider Contracting Cost per CoNtacting FTE.........cooiii ittt e st e et e et e e e ebe e e smbeeeanteeanbeeesabeeennneeanee 105
Contracting FTE per 10,000 MEMDETS........c. ittt ettt et e et e e st e e ettt e sabe e e aaeeeahe e e aabeeebeeesabeaeanseeanbeeanseeesnneaann 105
Provider Contracting CoOStS PIMPIM........ ..o ittt ettt et e e sa bt e e bt e e e h b e e e bt e e aab e e aeeeaabe e e beeesabeeeanbeeanbeeeasneesneeaanne 105
Staffing vs. Non-Labor
Provider Contracting Total Non-Staffing Costs per Total FTE........cuo it s 105
Provider Contracting Total Staffing Costs per Total FTE 105
Provider Contracting Total Costs per Total FTE 105
Provider Contracting Total FTES per 10,000 MEMDEIS...........co ittt ee ettt ettt e st e sab e e e beesbe e e saeesbeeeambessaeeesnneas 105
Provider Contracting Cost per Member Per IMONTN. ... ittt sttt e b e sab e e e be e e seneeeneeeanee 105
Percent of Provider Contracting Costs that are Staffing..........ceoi e 105
Percent of Provider Contracting Costs that are NON-Staffing...........c.cooiiii e 105
Percent of Provider Contracting Costs that are OUISOUICE.............coiuiiiiiiiii ettt e 105
Percent of Provider Contracting Staffing that is OUISOUICET..........ccuiiiiiiii e 105
Number of Provider Contracts
Providers Contracts per 1,000 Members
PHMAry Care PRYSICIANS. ... ..oiiiiiiitii ettt ettt ae e e s bt e ekt e eea b et e aae e e oate e e ek et e eabeeeab e e eabs e e ambeeebeeeambeeaaneeeanbeeeanneesneeaanne 106
Professional Specialists 106
106
106
106
Provider Contracts by Type
PHMAry Care PRYSICIANS. ... ..oiiiiiiiiii ettt ettt e e a et e sttt ettt eea bt e e aae e e eabe e e ek et e eabeesabeeeabs e e ambeeebeeeambeeenneeenbeeesnneesneeaanne 106
Professional Specialists 106
Facility.....cccooveiinieeee 106
Ancillary.... 106
LI ] = | PSSP SPSPRPPR 106
Provider Crendentialing Time
Initial Credentialing
Application Received to Start of Credentialing.............oooii it ettt e e sb e e be e e s abe e e anbeesbe e e aneeeeneeas 107
Start of Credentialing to Active Provider 107
i) e= 07 =Yoo =y o T I o1 T PRSPPI 107
Recredentialing
Application Received to Start of Recredentialing... 107
Start of Recredentialing to Active Provider............. 107
L] t= L =Tt =To Lo o1 (=T T T RN I 0 -SSP 107

/\
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Tab 5
Enrollment / Membership / Billing

Enroliment / Membership / Billing processes group and membership transactions, processes invoices and maintains population demographics.

Metric Page Definition Calculation
ENrolimMeEnt COSt SUMMEIY........o it e e e e S e S e £ AR e RE SRR R ae SR e S aE AR R £ R E £ RS RS AR SR £ AR AE SR e AR RE SRR e R RE S AE S RE AR RS RE R RS AR R R e R R e R RE R R e R RenRn s benann s
Manual Transactions
Manual Member Transactions Per MEMDET ... ettt et e e e e e e e e ettt e e e e aaaaeea e e e e nnnnnnnneeees 113
Y LT T S o =Y o I PO PRPORP 113
Manual Member TransactioNS PEr FTE PEI YEaI.... ... .. ittt e et oottt et e e e e e e e e e ettt bttt e aaaaaaaaeaaaaannnnnnnnees 113
Enrolliment Cost per Manual Member Transaction.. 113
(07015 S o 1=l I PP SUPPPRPPI 113
FTES PEr 10,000 MEMDEIS.........uuiiieiiiiiieeeeiieeee e ettt e e e ettt e e e e etae e e e e e saaeeessstaeeeeasseeeeaassseeeaansssseensseee e e ssseeeesanssaaeeannsssaansssseeanannsen 113
(0701 S oL a1V [=T a0 o1l o T a1V (o o1 { o TSRO 113
Staffing vs. Non-Labor
Enroliment Total Non-Staffing Costs per Total FTE........oo ettt sttt e st e e saa e e s be e e snneeeneeeanee 113
Enroliment Total Staffing Costs per Total FTE 113
Enroliment Total Costs per Total FTE................. 113
Enroliment Total FTEs per 10,000 Members... 113
Enroliment Cost per Member PEr IMONTN..........oooi e e e e e e e e e et te e e s nbeeeeeasbeaaesesaeeaesensseeeesansnees 113
Percent of Enrollment Costs that @re Staffing............oi it e e 113
Percent of Enrolilment Costs that are Non-Staffing 113
Percent of Enrollment Costs that are OULSOUICET..............uiiiiiiiiii ettt e ettt e e e et e e e et e e e e esseeeesessaeeesanseeeeanns 113
Percent of Enrollment Staffing that is OUISOUICEA..........o.uii ittt e e rneeeeneeas 113
Transaction Processing
Group Transactions per Member
[T € o T o TSSOSO 114
Renewal /Maintenance.. 114
L] c= 1 €1 (o T o T PSSP SPPPRPPR 115
Group Transactions per Group
New Group TranSacCtioNS PEI NEW GrOUD........ciiiicuiieeeiitiiteeeeiieteeeetteeeesaaaeeeeaasseeaeaasseaaeaasssaaaseassseeaaassseeesasssaaesassssaesessneeesasnens 115
Renewal /Maintenance Transactions Per RENEWAI GrOUP.........cccuuiiiiiiiiieeecciieee e et e e e st e e e st e e e et e e e e esseeeeeasnsaeeeeaansaeaeeannseeeas 116
L] c= 1 €1 (o T o OSSO UPSPRPPR 116
Note: Total Enroliment Transactions Per GrOUP PEF YEAI.........ccccuuiieeiiiiie e e eeieeeeeeeiteeeeeseateeeeeseabaeeesasseaaasssaeeeaasnsaeeesaasseeaessnsseeans 117
Composition of Total Group Transactions
[T € o T o TSSOSO 117
RENEWAI /MAINTENANCE. ... eiiiieiiiieie ettt e et e et e e e et e e e e e aaaeeeeeaaasseea e e ssseaae e ssseeeeeasseeeaansseaeeeanssseaesenssaeeesanssaneesanssaneeanns 118
L] c= 1 €1 (o T o OSSO UPSPRPPR 118
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Blue Cross Blue Shield Plans Tab 5. Enroliment / Membership / Billing

Enroliment / Membership / Billing

Metric Page Definition Calculation

Transaction Processing, Continued
Member Transactions per Member

Manual
Electronic Transactions Requiring Manual INterveNtioN............ooo i e e e e e e enneeas 119
Al OTNEE MANUAL. ...ttt ettt e e e e e e e e e e e e aaaaaeeeeeeeeaeeeeeseaaaassaeeaaaaeeeeaaaassssssasssaaaaaeeeaaaaaansnsssssaneraeeeeens 119
Total ManUal TranSACHONS. ...........uuiiiiiiiiieee ettt e e e e e e ettt et e eeeeeeeeeeeeaaaaaaseeeeeeeeeeaa e anssssseneeaaaaeeeeesaaaansssssnnnseeeaeas 120
Automated
[T =T o (o T} Y o SRR 120
R CTo =YY Yo o) o IF- T 1= TSSOSO UPPTRRN 121
Total AULOMALEA EIECIIONIC. ........coi i e e ettt e e e e e e e e e e e e aeeeeaaaeeeeasaaaasssasaseaaaaaaeeeaaaeasannnnnnes 121
Total MEMDET TrANSACHIONS. .. .. ... et e e e e et ettt et e eeeeeeeea e aaassseeeeeeeeaaa e nasssssaeeeaaaaeeeeaaaaaassssasseseeeaeaeeenas 122
Note: Total Enroliment Transactions per MEembDEr PEI Y AT .........coii e et e et e st e e e st e e e e ane e e e e e e e s sneeeeeeaneeeeeanns 122
Composition of Total Member Transactions
Manual
Electronic Transactions Requiring Manual INterveNntioN............oooiiiii e e e e e e enneeas 123
All Other Manual 123
Total ManUal TranSACHONS. ..........euiiiiiiieieiee et e e e e e e e et e e e e eeeeeeeeeeeeaaaabaseeeeeeeeeeaa e ansssssaeeeaaaaaeeeesaaaanssssnnneeeeeaens 124
Automated
[T =T o (o T} Y o R 124
R CTo =YY Yo o) o IF- T 1= TSSOSO UPPTRRN 125
Total AULOMALEA EIECIIONIC. ........coi i e e ettt e e e e e e e e e e e e aeeeeaaaeeeeasaaaasssasaseaaaaaaeeeaaaeasannnnnnes 125
Total MEMDET TrANSACHIONS. .. .. ... et e e e e e et ettt e et e eeeee e e e e aaaasasaeeeeeaeaaa e aasssasaseeeaaaeeeeaaaaaassssassesaeeeeaaeeeas 126
Note: Percent of Member Transactions Submitted Electronically that Require Manual Intervention............ccccoeocveeiiieeennene. 126
Average Enrollment Processing Days
L] 0T o S 127
LY =T 0 0] o 1= T PP PP ORI RS PRSPPI 127
Enrollment Accuracy
LY =T 0] o 1= S PP U PP OP RS SS PRSPPI 128
ID Cards
Percent of Members that Received Card Within 30 Days of Plan Receiving Paperwork.............cccccveiiiiieeiiiiieee e 128
NUumber of Cards ISSUEA PEI IMEMIDET...........ciii ettt e et e e e ettt e e e e et e e e e e ne e e e e aaneeeeeanseeeeeaanseeeeeaannseeeeeannseeeeeannneeenen, 129
Billing
Total Number of Bills SENt PEF MEIMDET........co ettt e e e e e e e st e e e st eeeanseeeeeeanseeeeeaannneeeeaannneeeeannn 129
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Blue Cross Blue Shield Plans Tab 5. Enroliment / Membership / Billing

Enroliment / Membership / Billing

Metric Page Definition Calculation

Demographics
Percent of Membership in the Following Age Categories

21-29.. 1
30-34.. 130
35-39.. 130

F N =T T3 AN TN 1Y Y o 4] o =Y ] T SRS 131

Group and Membership Characteristics Affecting Total Transactions
Percent Change in NUMDET Of GrOUPS. ... ..ciiiiiiiiie et e et e e e et e e e e st e e e s a et e e e e st eeeeeanseeeeeeannseeeeeannneeeeeanneeeenns 132

Net Membership Growth Within RetaiN@d GrOUPS.........uuiiiiiiiiiie et e et e e et e e e s st e e e st e e e enneeeeeeenneeeeeeannneees 132
Percent Change in Number of INdividual MEMDETS...........cooo i e e e e e e e e s e e e s e e e e e enneeeeens 133

Average Size of Group, INCIUAING INAIVIAUALS. ..o e e et e e e e e e e et e e e e nnteeeeeesneeeeeeeanneeeeeaanneeeeeanns 133
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Tab 6

Customer Services

The Customer Services function responds to customer inquiries and coordinates appeals.

Metric

Customer Services Cost Summary

Manual INQUIFIES PEF IMEIMDET ... oottt oo e e e et oottt ettt eeaa e e e e e e e e abaeeeeeeaaaaaeeeaaa e nnsssbbeeeeaaaaaaaaaaaaaannnnnes
Members per FTE........cccco.
Manual Inquiries per FTE per Year
Customer Service Cost per Manual Inquiry
Costs per FTE.......ccccoocvieeeeeieee e
FTEs per 10,000 Members........

Costs per Member per Month

Staffing vs. Non-Labor
Customer Services Total Non-Staffing Costs per Total FTE..........oooiiiiiiiiiie ettt s ee e s eeenee
Customer Services Total Staffing Costs per TOtal FTE..........ooi ittt et e s e e sbe e e sbeeesnneeeas
Customer Services Total Costs PEI TOAl FTE........cccciiiiiiiiiie ettt e e e e e st e e e e e e e e e s staeeeeesasseeeesansseeeeaassseaaeennnneeeas
Customer Services Total FTES per 10,000 MEMDEIS..........coiiiiiiiiiiiiiiiiie et e ettt e e et e e s e e e s eaae e e e ssaeeesessseeeeeanssaeeeaans
Customer Services Cost per Member PEF MONN...............iii it e e e et e e e e e bt e e e s snaeeaesesseeeesenssneeeeansnns

Percent of Customer Services Costs that are Staffing..........oouii e
Percent of Customer Services Costs that are Non-Staffing.............oo e e

Percent of Customer Services Costs that are OQUISOUICEA............oooiii it e e e e e e e e e e e
Percent of Customer Services Staffing that is OQULSOUICET..........ooiiiiiiiii et

Inquiries
Inquiries per Member per Year, by Mode and Product
Manual
Y =T TUE= RO 1 U PRRRSOPRPRRROt
Paper/Written Inquiries ........
Manual Electronic Inquiries...
TOtal MANUAI INQUIFIES ..ottt et e e e e e e oo oot te ettt e eeaeae e e e e e e e s naabse e e eaaeaeee e nnnssbeeeeeeaeaaaeaeeaaaannnsnsssneeeaaaaas

F T (o] g1 =To J O | TSR UPRTSRRP
Total MEMDET INQUITIES ..ottt ettt e e e e e e oo oo aabe e ettt eeeaaa e e e e e s anaas e e e eeaaeeeaaa e nnnsebeeeeeeaaaaaeaaaaaaannnssassesaeaaaaaaaens

Customer Services INQUINES PEI 100 ClaiMS. ......iiiiiiiiee ittt e st e e e et e e e ettt e e e s e ssteeeeeassseeeeasasseaeeassaeaesssseeeesasseeeesanssneeeannns

Page

Definition Calculation
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Blue Cross Blue Shield Plans Tab 6. Customer Services

Customer Services

Metric Page Definition Calculation

Inquiries (continued)
Percent of Total Inquiries, by Mode and Product

Manual
IMANUAI CAlIS......oooiiieeeeeeee ettt e e e e e e e e e e et eaaeeeeeaeeeeeeeee e e aasssssseeeeeeeeeeaassaassseeeeeeeaaaeeeaaaansssssssesaaaaaeeeeeeeeannns 144
Paper/Written Inquiries 144
Manual Electronic Inquiries 145
LI €= LAY =T T = LN T 04T S 145
AULOMALEA CalIS......eeeeiiiiie it e ettt e e e e e e e e e e e e aataaaeeeeeeeeeeeeeeeesaassassaeaeaeeeeeaaasssssssaeeesaaaaeeeeaaaannssssssassseaeeeeeeens 146
LI ] e= LAY 1= 0 g o T= Tl o 13T SN 146
Percent of Total Calls Received that @are ManUAaL..................oooiiiiiii oo e e e e e eaaa e e e e e e e e s ensannnnneees 147
Product Mix of Inquiries
Manual
IMANUAI CAlIS......oooiiieeeeeeee ettt e e e e e e e e e e et eaaeeeeeaeeeeeeeee e e aasssssseeeeeeeeeeaassaassseeeeeeeaaaeeeaaaansssssssesaaaaaeeeeeeeeannns 148
Paper/Written Inquiries ........... 148
Manual Electronic Inquiries 149
QLI €= LAY =T T = LN T 04T S 149
F U] (o] 4= 1 (= Te 02 LTS UP OO PPP PP 150
LI ] e= LAY 1= 0 g o T= Tl o 13T SN 150
Reasons for Inquiries Per Member Per Year, by Product
BN itS. ..o eeeeeeeeeeeeeea———————eeeeeeeeeeeaaaht—eeeeeaeeeeeeaaaaaaatttaaaataaaaeeeeaaaaaannnnaararaaaaaaaeaas 151
Eligibility 151
(01 1= 10 g SRS =1 (01 TSSOSO PO PPPPPPPPPPR 152
[l 0) Vo (=T O 1= ol OSSO PU PSP PP 152
Billing & ID Cards................ 153
Complaints / Grievances. 153
154
154
Reasons for Inquiries as a Percent of Total Inquiries
Benefits.............coen. 155
Eligibility.........ccevvirenns 155
Claims Status..... 156
Provider Check.......... 156
Billing & ID Cards 157
Complaints / Grievances. 157
Other....ccceieiiieeeeeeeeeees 158
10} €= 1IN o 13T RSOSSN 158
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Blue Cross Blue Shield Plans Tab 6. Customer Services

Customer Services

Metric Page Definition Calculation
Call Center
AVErage SPEEA OF ANSWET (ASA)....cei it it et e et e e e ettt e e e eeeeeaaaae e eeeeane e e eeeaneeeeeeanseeeeeaaseeeeeanseeeeeensseeeeannsneeeennnaneeeeannnenes 159
ASA Service Level, at 30 Seconds.............ccco...... 159
Abandonment Rate 160
Handle Time in Seconds.... 160
Quality
CUSTOMET SEIVICE INQUINY ACCUICY ....ceiuueiiiee ettt e e eeteee e e ettt e e e e et ee e et eeeaaneeeeaeeanaeeeeeaanseeeeeaansaeeesnaeeeeeanseeeeeanseneeeannseeeeeaanneeeeeannns 161
Percent of MEmMDErs SAtISTIEA.........oooiii it e e ettt e e e e e e e e e e e eat s e et et eaaaaaeeeeaaasassssaaeeeaaaaeeeeeaeenannnnaes 161
Net Promoter SCore (NPS)® - MEMDETS........ccoo ittt e e e et e e e et e e e e s ne e e e s nsee e e e s anseeeeeeanseeeeeaannseeeeeannneeeen, 162
Member Appeals
Percent of Appeals Adverse DeciSions OVEITUINEd. ..........oooiiiiiiiiiiiiie e e et e e e e et e e e e saee e e e s s neeeeeesnnaeeeesennneeeeeannees 162
Percent of Appeals Adverse DecCiSions UPQEId...........oo ittt e e e e e e e st e e e s neeeeeeennteeeeeannnees 163
AppPeals PEr 10,000 IMEMDEIS.......ciueiiie e it ettt e e e e e e e et e e e e aa et eeeaneeeeeeanseeeeeeansaeeeeaanneeeeenseeeeeansaeeeeeansseeeeeannseeeeeanneeeeaann 163
Appealed Claims
Number of Appeals as a Percent of Total ClIaimMS.........cooi it e e e e e s e e e et e e e s s e e e e e aneeeeeaanneeeeennns 164
Number of Appeals as a Percent of Deni€d ClaiMS...........oo it e e e ee e e st e e e e s e e e s anneeeeeenneeeeen, 164
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Tab 7

Claim and Encounter Capture and Adjudication

Metric Page Definition Calculation

Claims Cost Summary
Suspended Claims

Suspended Claims per Member 169
Members per FTE 169
Suspended Claims ProCesSSed PEI FTE PEI YA .........uuiii i iiiie et e e ettt e e ettt e e e ettt e e e st e e e s s aabaeaesasaaeesassaeeeaanseeeeaasssaaeeansneeans 169
Cost per Suspended Claim 169
Costs per FTE.......cccccoeviveeeeee. 169
FTEs Per 10,000 Members 169
(0701 S oL 1Y [=Yag o Tl o 1V oo o SO PRPTPRP 169
Total Claims
Claims ProCeSSEA PEI IMEIMDET.........c. ittt e ettt e e e ettt e e e et e e e e aaaaeeeeeassaeeeeesseeeeaannseeeeeanssaaaeeansseeeesensnneeeannnnns 169
MEIMDEIS PEF FTE ... iiiiiieiieiee et e ettt e e ettt e e e et et e e e e aaaeee e e ssaeeeeeasseeaeeeaseeeeeeansteeeassaeeeeensseeeeeensseeeeaanssseeeeansseeeesansnneanns, 169
Claims ProCeSSEA P FTE PeI YA .........eiiii ettt e e et e e e ettt e e e e e tteeeeaansseeeeaaabeeeeassaeeeeeassseeeeaansseeeeaaasseaaeeansneeens 169
Cost per Claims Processed . 169
Costs Per FTE......cccccccevvveeeen. 169
FTEs Per 10,000 Members 169
CostS Per MemMDEr Per IMONTN........ .t e et e e e ettt e e e et e e e e e asbeeeeaaaeeeeeessaeeeeeassseeeeaansseeeeeanssaeaesannneeans 169
Staffing vs. Non-Labor
Claims Processing Total Non-Staffing Costs per Total FTE..........o ettt 169
Claims Processing Total Staffing Costs per Total FTE 169
Claims Processing Total Costs per TOtal FTE....... ..ottt ettt et e st e st e e be e e sabe e e bt e e smbeeesseeesnneaanee 169
Claims Processing Total FTEs per 10,000 Members... 169
Claims Processing Cost per Member PEr IMONTN..........oo ittt e et e e et e e e aat e e smbeeenneeesneeeeas 169
Percent of Claims Processing Costs that are Staffing...........ooouiiiiii e e 169
Percent of Claims Processing Costs that are Non-Staffing 169
Percent of Claims Processing Costs that are OUISOUICEA. ..........ooiuiiiiiiiii et rae et e e snee e eanes 169
Percent of Claims Processing Staffing that is OUISOUICEA...........cooiiiiii ettt 169
Volume of Claims
Claims Received
Total Receipts Per Member Per YEBaI............ocooi i 170
Total Receipts Rejected Per MemDEr Per YA ... . ittt et e e e e e e e e et e e e e e e e e e anneeeesenneeeens 170
Total Rejected Receipts as a Percent of Total RECEIPES. .....ooii i e e e e e eneeeeeeas 171
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Blue Cross Blue Shield Plans Tab 7. Claim and Encounter Capture and Adjudication

Claim and Encounter Capture and Adjudication (continued)

Metric Page Definition Calculation

Volume of Claims (continued)
Processed Claims

Paper Claims Processed Per MEmMDEr PEI Y AT ........cooi et e st e e e ettt e e s sttt e e e e st e e e enneeeeeeaneeeeeeeannseeeeaanneeeeeans 172
Paper Claims Processed as a Percent of Total ClaimsS. ..........oiiiiiiiri et e e e e e s e e e e n e e e e ennneeees 172
Electronic Claims Processed Per MembDEr PEI YEAI............uuuiiiiiiiiiie ettt e e e e e e e e et a e e aaaaaeeeeeeeeannnns 173
Electronic Claims Processed as a Percent of Total ClaimsS..............uuiiiiiiiiiiii e e e e e e e e e 173
Total Claims Processed Per MEMDEI PO Y AT ..........ii ittt e e e e e e e e et e e e e e ae e e e e e e e aasaaaaeeaeeaeeeaaeeaenanees 174
Total Claims Processed as a Percent of TOtal RECEIPES. ... ...ouii it e e e e e s e e 174
(70153 o=l {0 Yo7 STS TS =Y I =1 o o OSSP SES 175
Autoadjudicated Claims
Paper Claims Autoadjudicated Per Member Per Y@ ........ ..ottt e e e e e a e e e e e e e e e enneeeas 176
Paper Auto-Adjudication Rate...........cceveiiiiiiiiiiee e 176
Paper Claims Autoadjudicated as Percent of Total Claims Autoadjudicated 177
Electronic Claims Autoadjudicated Per Member Per Y. ..........oii ittt e e e e e et e e e e et e e e e nnnneeeeanns 177
Electronic Autoadjudication Rate 178
Electronic Claims Autoadjudicated as Percent of Total Claims Autoadjudicated.............coeeiiiiiieiiiiie e 178
Total Claims Autoadjudicated Per MembDEr Per Y. ..........ov oottt et e e st e e ene e e e s et e e e e enneeeeeeanneeeeanns 179
Total Claims AULO-AGJUAICATION RATE..........oiiiiiiie et e e e e e e e e e e s et e e e s n et e e e eneeeeeeeneeeeeeanneeeeeeanneeeeans 179
Suspended Claims (Claims Requiring Manual Intervention)
Paper Claims Suspended Per MembDEr Per Y@ ...........oi oottt e e et e e et e e st e e e e s nr e e e e anneeeeennneeeas 180
=T o1 AT U] 0= g o T g T = - 180
Electronic Claims Suspended Per Member Per Year 181
EIeCtroniC SUSPENSION RATE..........eiiiiiiie ettt e e e e e e e e ettt e e e s a et e e e e s eee e e nee e e e e aanseeeeeansneeeeenneeeesenneeeeeannnees 181
Total Claims Suspended Per Member Per Year 182
LI €= ST o= g o g T = - SO E 182
(70153 o= g U] o =Y g [T O - 1 o R 183
Adjusted Claims
Total Claims Adjusted Per MembDEr Per Y. .........ooi oottt e e e e et e e e ettt e e e et e e e s nee e e e eanneeeeeeannteeeeennseeeeeannnees 184
LI ] €= LI o T L] 10 =T a1 (S 184
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Blue Cross Blue Shield Plans Tab 7. Claim and Encounter Capture and Adjudication

Claim and Encounter Capture and Adjudication (continued)

Metric Page Definition Calculation
Volume of Claims (continued)

Denials
Denied Claims Per MEMDEI PEF YEA..... ..ottt e e e e e e e e e et aaeeeeeeaaeaaa s aasssaaeeaaaaaaeeaeaeaannsssssnsnnnees 18
DENIEA ClAIMS RALE......eeeiiiiiiii it e e e e e e e e e e e e a e e ettt eeeeeeeee s e aasasssaeeaaeeeeaaaassssssasaeeaaaeeeeaaaaaansssasssreeeeeaeeeeas 1

Paid Claims Per MEMDEI PEI YN ...........c et e e e e e e ettt e e e e e e e e e e e e —eeeeaaaeeeeaaa e asssssssaaaaaaeeeeaaaannnnnens 1
Paid Claims RAE... ..ottt e oo oottt e et e e e e e e e e e e e e e aaaaaaaseseeeeeeeeeaaaaaasaaaeeeeaaaaeeeaaaa e aantrnaeataaaaaeeeaeaeaaannes 1

Claims Processing Steps, Percent of Previous
Total Claims Processed, PMPY 18
Denied Claims............cccccvvvveeees 1
LI ] £= L2 ) =T USSP 188
(@ 17T 4 (F] 5 a1 SO P PP PPUPPPPP 188

Speed of Processing
Average Payment Period in Days
Average Inventory in Days.........ccooiiiiieiiiiiee e 1

Average Claims Inventory as a Percent of Total Claims Processed 194
Percent of Claims Processed Within the Following Days of Receipt:
L0t o - S 194
15 - 30 days... . 194
31-60days....cccccevverriennnnnn. . 194
> 60 dayS...ccoeeiiieeeieeee 194
LI LT O P SR UPTO U SO OPPPPPRPPPTN 194
Timing of Claims Payment
Average Days Incurred 10 RECEIPE OF ClaiMi.........oiiiiiiiiie e e e e e e et e e e sae et e e e st eeeesnneeeeesannneeeeeanneeeeanns 195
Average Days Receipt of Claim to Payment Approved 195
Average Days Payment Approved to Payment........................ 195
Average Days INCUIMTEd 10 PAYMENL.........ooi ittt e e e et e e e st e e e ent et e e e eateeeeaannaeeeeeannaeeeeeenseeeeeennneeeeeannnees 195
(@3 =110 S U T4 1N 4 T8 o R T = 172 1 SRS 195
Quality
[0 1= o B = Lo VAl =T oY o | S 195
[ CT [ T=T T3V o B = Lo VA =T o7 =Y o | O 195
Interest Paid per Claim PrOCESSEA. ........coiiiiiiiiee i ettt e e e et e e e ettt e e e e s a e e e e aan et e e e anne e e e e nseeeeeaanneeeeeeanneeeeeeanneeeeeeanneneeeaanneees 196
Interest Paid as a Percent of Total Health BENETILS. ..........uuiiiiiiiii e e e e e e e e e e e eeeeees 196
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Tab 8

Information Systems

Metric Page Definition Calculation
Information Systems Cost Summary
LI €= LN =S o= S T I O 201
x 1S Costs per Total FTE........cccccvveiiiieeeeee. 201
= IS Costs per ISFTE......ccccceeeneen 201
x IS FTEs per 10,000 Members..... 201
R O 151 8 o =T a1V =T g1 o =Y o= /T o 1 S 201
Effect of IS Allocated by Supported Functional Area
IS After Allocation as a Percent of Total IS 201
X Total ISPMPM....ccooiiiiiiiiniiieie e 201
= IS Costs PMPM, After Allocation 201
x Non-IS Costs PMPM, After Allocation.......................... 201
= Total AdMINISIrative COSE PIMPIM........eeeiiii ettt e e e e e e e e e — et e e e eeaeeea e asassaaeeeeeeaaaeeeasaaanssssssasaaaaaaaeaaeaaans 201
Internal vs. Outsourced FTE Costs
Internal IS EXpenses per INtErNal FTE....... ..ot e e et e e e e et e e e st e e e e s ntee e e e e nsaeeeeeannneeeeeannneeeeennnneeeenn 202
Outsourced IS Expenses per OUISOUICEA FTE....... .o et e e e st e e e et e e e e eae e e e e s eeeeeennneeeeeennaeeeeennnnees 202
Staffing vs. Non-Labor
Information Systems Total Non-Staffing Costs per TOtal FTE........ccc.uiiiiiiiee e e e e e e e e e e e e s nnneees 202
+ Information Systems Total Staffing Costs per Total FTE 202
= Information Systems Total Costs per Total FTE................ 202
x Information Systems Total FTEs per 10,000 Members 202
= Information Systems Cost per Member per MONTN..........ooo e s e e e e e e e e e e e e e nneeeeeas 202
Percent of Information Systems Costs that are Staffing............ooo e 202
Percent of Information Systems Costs that are Non-Staffing 202
Percent of Information Systems Costs that are QULSOUICEM.............ueiiiiiiiie e e e e e enneees 202
Percent of Information Systems Staffing that is OUISOUICEA. ... e 202
Total Information Systems Costs, Natural Accounting Categories
Per Member Per Month
(a) Internal Employees, Including Travel and Training 203
(b) Outsourced Employees and Contractors..............ccceenne. 203
(C) ConsSUIANTES.......cceiiiiiieeeeee e 203
(d) Hardware Depreciation and Maintenance 203
(e) Software Amortization and Maintenance.......... 203
(f) Other Information Systems.........cccocceriiiiiiiiie e, 203
Total INfOrmMation SYSIEMS EXPENSES. ...ccci ittt e et e e e ee e e e s st e e e e s neeeeeaanseeeeeanaeeeaansaeeeeaannseeeeaanneeeaeaannneeeennnnes 203
Percent of Premium Equivalents
(a) Internal Employees, Including Travel and Training 203
(b) Outsourced Employees and Contractors............c.ccceen.e. 203
(C) ConsSUIANES.......cceiiiiee e 203
(d) Hardware Depreciation and Maintenance 203
(e) Software Amortization and Maintenance.......... 203
(f) Other Information Systems..........coooceiiiiiiiie e, 203
Total INfOrmMation SYSIEMS EXPENSES. ...ccciiiiiiieeiiiiiee e et e et e e e ee e e e sttt eeeeaneeeeeaanseeeeeaneeeeaansaeeeeaannseeeeaanneeeaesannneeeennnnes 203

/\
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Blue Cross Blue Shield Plans Tab 8. Information Systems

Information Systems

Metric Page Definition Calculation

Total Information Systems Costs, Natural Accounting Categories (continued)
Percent of Total Information Systems Costs

(a) Internal Employees, Including Travel and Training 203
(b) Outsourced Employees and Contractors..............ccceee.e. 203
(C) ConsUIANES.......cceiiiiieeeeeee e 203
(d) Hardware Depreciation and Maintenance 203
(e) Software Amortization and Maintenance.......... 203
(f) Other Information Systems..........coooceiiiiiiiie e, 203
Total Information Systems EXpenses.........cccccevvvveeeeeiciieeeennneen. 203
Total Information Systems Costs, Functional Areas
Per Member Per Month
B E= ) IO o T=T =T 110 TS3R= 1o o IR TN ] o o] o SRS 204
(G Y4 (7= 3= 1 o I =1 = TN =Y 4o P 204
(2) Data Center......ccuveeee e et eeeNeeeeeeeaseeeeeeaaaseeeeeeaneeeeannteeeeeaanteeeeeaanneeeeeaanaeeeeeanneneeeannereeeaan 204
(€)1 =L e L1 T=T=T o o RS e 204
[T =TT S o] o TS Y o7 =TS 204
53 T L= 1= e 204
(S RS1 el = Te (== TaTe I @2=T o =Tt 1 4201V =T g F= Vo =T 4 31T o | S 204
(7) Business Continuity Planning (BCP) and Disaster RECOVETY (DR).......cooiiiiiiiiiiiiie e e e e e 204
(8) Other ettt et na e nees 204
B (o) Y o) o1 To= Y i To T TSR AV F= Y] (=Y g E= T o7 OSSN
11 (c) Applications Acquisition and Development...................
(1) Project Management Office and Support (PMO)
(023 1. 1 1= S
11 (d) Security Administration and Enforcement..........
Total INfOrmMation SYSIEMS EXPENSES....ccciiiiiiieiiiiiiee ettt e et e e et e e e e et e e e e e ane et e e aanseeeeeasaeeeaansaeeeeaannseeeeaanneeeaesannneeeennnnes

Percent of Premium Equivalents

B E= ) IO o T=1 =T 110 TS 3= 10 o IR TU ] o o] o SRS 204
(G Y4 (7= 3= 1 o I =1 =T =Y 4o P 204
(029 2= €= T 7 =1 | (= SRR URER S, 204
(3) ENGINEEIING.....evieiiiiiie e e 204
(4) Desktop Services............ ettt eeeeeaeteeee e —eeee e e —eeee e e e eeeaanneeeeeanneeas 204
53 T L= 1= e 204
(S RS1 el = Te [ TaTe l@2= T o =Tt 1 4201V =T aF= Vo =T 43T o | SR 204
(7) Business Continuity Planning (BCP) and Disaster RECOVETY (DR).......coiiiiiiiiiiiiiiie e ee e e e e e 204
653 1L 13T USRS 204

B (o) Y o) o1 Toz= i To T TSR AV F= Y] (=Y aE= T o7 OSSN 204

11 (c) Applications Acquisition and Development 204
(1) Project Management Office and Support (PMO)......... 204
(2) OtheN ... e 204

11 (d) Security Administration and Enforcement.... 204
Total INfOrmMation SYSIEMS EXPENSES....c.ciiiiiiieiiiiiee e e et e et e e e et e e e e et e e e e ane et e e e anseeeesasaeeeaansaeeeeaannseeeeaanneeeeesannneeeennneen 204
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Blue Cross Blue Shield Plans Tab 8. Information Systems

Information Systems

Metric Page Definition Calculation

Total Information Systems Costs, Functional Areas (continued)
Percent of Total Information Systems Costs

=) IO o T=T =T 110 ES3R= 10 o IR TN ] o o] o SRS
(G Y4 (7= 3= 1 o I = =T =Y 4o OSSP
(023 2= €= T 7 =1 | (= SRR S,
(€)1 =L e L1 T=T=T o o RS e
(4) Desktop Services............ ettt eeeeeaeteeee e —eeee e e —eeee e e e eeeaanneeeeeanneeas
53 T L= T 1= e
(
(
(

N
o
a

N
o
a

N
o
a

N
o
a

N
o
a

N
o
a

N
o
a

6) Storage and Capacity Man@gEMENL............iii i e st e e e et e e e st e e e e e s eeeeeaneeeeeaanneeeeeeanseeeeeenneeeeeeennneneeean
7) Business Continuity Planning (BCP) and Disaster RECOVErY (DR).......coiuuiiiiiiiiie e e e e
8) Other
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o
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Capabilities of Hardware
Utilization
Average Utilization for ProCesSOrs, 24/7 CapacCity.........cueeiruuereeiiiieeeeeiiee e sttt e e e see e e e st e e e st e e e snaeeeeeannseeeeeaanseeeeeaanseeeeeannnneaes
Average Ultilization for Processors, Prime Shift
Peak Utilization for Processors, Prime Shift............oo ettt

N
o
(o>}

N
o
(e}

N
o
(o>}

Data Center Storage Capacity
LI t= L I=T =1 o) V2 =SOSR
Terabytes per 10,000 MEMDETS..........ooii et ettt e et e e e e st e e e e e e e e s aateeeeeaaneeeeeeaanneneeeaanneeeeanaeeeeeanseneeeanseeeeeannseeeesannnenaens

N
o
(e}

N
o
(o>}

Internal Help Desk
AvErage SPEEd t0 ANSWET, SECONUS. ........uiiieiiiiiieeeiiiee e e eeee e e sttt eeeaaaeeeeeaaaeeeeeeaaneeeeeeaanteteeeaanseeeeenaeeeeeasaneeesansaeeeeeannseeeeaannneeeeeanns
Call Abandonment Rate........................
Average Handle Time, Seconds
First Call Resolution Rate..................
=Yy =T o TS Tz L= ) e (oM 0 PSRN

N
o
(e}

N
o
(o>}

N
o
(o>}

N
o
(o>}

N
o
(o>}

Inquiries per Helpdesk FTE per Year, by Type

N
o
(o>}

N
o
(o>}

N
o
(o>}

N
o
(o>}

N
o
(o>}

N
o
(o>}

N
o
(o>}

N
o
(o>}

N
o
(e}
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Blue Cross Blue Shield Plans Tab 8. Information Systems

Information Systems

Metric Page Definition Calculation
Internal Help Desk, continued
Percent of Total Inquiries ReqUINNG ESCAIAtION...........coii it e se e e e e e e e e e e e e e sneeeeeaanneeeeeanns 206
LI ] t= L ol =S =T T 1= el I =SS 206
Helpdesk FTES per 10,000 MEMIDEIS. ... it eeeee e e ee e e e sttt e e e ettt e e e e mte e e e e aaneeeeeeaans e e e e enseeeeannseeeeaamnseeeeeannneeeesannneeeeennneeeeens 206
Desktop Management SOftWare @and VENAOTS.........cooo ittt e e e e e e et e e e e ste e e e ane e e e e anneeeeeanneeaeeanneeeens 207
IT Project and Development Costs
Projects per 10,000 Members
Total Projects Worked On, but NOt COMPIETIEA. .......ooo it e e e e e et e e e e st e e e e s nn e e e e anneeeeeanneeeas 208
Total Projects Completed 208
LI} €= LN 0 =Y o2 OSSPSR 208
Projects per Information Systems FTE
Total Projects Worked On, but NOt COMPIETIEA. .......oooeiiiie e e et e e et e e e e et e e e e s ann e e e e anneeeeeenneeees 208
Total Projects Completed 208
Total Projects 208
Average Development HOUIS PEI PrOJECL.......oooi ittt e e e e e st e e e et e e e st e e e e e ne e e e e e anneeeeeannneeeesannneeeens 208
Average Development HOUIS PEI IS FTE..... oo ittt e et e e e et e e e et e e e eane e e ennt e e e e e anne e e e e aannneeeesannneeeeeanneeeeens 208
Project Spend
(07T o] ¢=1174=To IST o<1 g To I o =T gl o] €= 1 N =l (] =T o S 208
Expensed Spend per Total Project 208
L] t= 1R o T=Ta T I o T=T ] €= 1IN e 1Y o S 208
Core Systems
Number of Core Insurance Operating Systems BeiNG USEd.........ooo i e e e e e s snneeeeeas 208
(070 IS V2 (=T 4 TS0 1Y e | = 1T ) o USRS 208
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I x 1 +

Tab 9
Corporate Services Cluster
The Corporate Services Cluster is comprised of the functions of Finance and Accounting, Actuarial, Corporate Executive and Governance and the Corporate Services

function. The Corporate Services function includes subfunctions like Facilities, Mailroom, Legal and Human Resources. This tab includes metrics of these subfunctions plus
those of Finance and Accounting.

Metric Page Definition Calculation

Corporate Services Function

Corporate Services Cost Summary

Total FTES per Corporate SEIVICE FTES.........uuiiiiiiiiie ettt et e e e ettt e e e e e e e e etteeeeeateeeeasssaeeaessssseaasanssaneeeannsnneeans 218
Corporate Services Costs per Total FTE............. 218
Cost of Corporate Services per FTE 218
Corporate Services FTEs per 10,000 Members......... 218
Corporate Services Cost per Member per Month 218
Staffing vs. Non-Labor
Corporate Services Function Total Non-Labor Cost per Total FTE 218
Corporate Services Function Total Staffing Costs per Total FTE............... 218
Corporate Services Function Total Costs per Total FTE............cccceecvveennn. 218
Corporate Services Function Total FTEs per 10,000 Members........... 218
Corporate Services Function Cost per Member per MONth..............oooiiiiii e e e e e e e as 218
Percent of Corporate Services Function Costs that are Staffing...........ccooiiiii e 218
Percent of Corporate Services Function Costs that are NON-Labor..............cccuuiiiiiiiiiiiece e 218
Percent of Corporate Services Function Costs that are OULSOUICET...............oiiiiiiiiii i e e 218
Percent of Corporate Services Function Staffing that is OULSOUICEd...........ocuiiiiiiiiii e 218
Human Resources
Span of Control
Middle Management to Top Management 219
Managers to Middle Management 219
Supervisors to Managers.................. 219
SHAT £0 SUPEIVISOIS. ...ttt e et e e e ettt e e e e ataeeeeesseeeeeassseeeeaaasseesessseeeeeansseeeeaanssaeeeaanssaeeeaansseeaesanssananennnen 219
Total Employees 10 TOP MaNaGEMENL........coc.uiiiiiie ettt ettt ettt e et eeaa bt e e be e e sabeeeaaseeaaeeeaabeeabeeesnbeeenseeanbeeenseeennneas 219
Employees Other than Top Management to Top Management 219
Middle Management, Managers and Supervisors to Top............... 219
Staff to Middle Management, Managers and Supervisors 219
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Blue Cross Blue Shield Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation

Human Resources, continued

EEO-1 Job Categories as a Percent of Total Employees

= 0 =T T -SSP 219
[ (=TT T (o] F= | OSSOSO UPPTRN 219
Clerical.......uveeeeiiieeeeeeeeeeeceeeeee e eeeeeeeeeeeeeeaaeeeaereeeereaaaaaeeaaaaaaaannana e ee e e e e e e e e e e ———————— 219
Technical.........ccccciiiiiiiiieeeeeeeeceeee e hEhteeeeeeeeeeeeeeeeeesssseseeeseseeeeeeeiasesesseseeeeeeeesiaaasisttstttteteeeeeeeaaaaan————————aaaaaas 219
SAIES WWOTKET ...ttt ettt et e e e e e e e e e e e ettt e eeeeeeeeaeeeeeaee s sassessseeeeeeeeeeeeeeeessssseeeeeeeeeeeeeaaaasnnsssnaeeeaeaaeeeeaaaaaaannnnrnnnes 219
SEIVICE WWOTKET ... ..ttt e ettt et e e e e e e e e e oo —eeeeeeeaeeeeeee e e e e aasssssseeeeeeeeeeeeeeeaasssseeeeeeaaeeeeeaaaassssssnssesaaaaeeeeeaeassnsssnnnnnnes 219
(=] o o] =T S USSP P U PP PP RRRRRRRUUPPOt 219
Craft Worker........oooveeeieeiiiiieeeeeeeeee, eee——— e e eeeeeee et e e aaeeea————————aaaaaaaaaaaaaaaaa 219
Operatives Worker........ e h—teeeeeeeeeeeeeeeeeeaseeeeeeeeeaaaeeeaaaaaaaaartraaaaaaaaaaaaaans eee—— 219
LI 0] €= LN =1 0] o] o V== S 219
Turnover
Recruitment Costs and Frequencies
L L= =Y T 0100 I =SS 220
External Hires / 1,000 FTEs 220
Internal Hires/1,000 FTEs............ 220
External Hires Percent TOTal HIrES..........uuuiiiiiiiiiieei ettt e e e e e e e e e e e e ee e e e e e e e e s e asstsaaeseaaaaaaeaeaeaanssnnnnnnes 220
Internal Hires Percent TOLal HIrES...........uuuiiiiiiiiiiie ettt e e e e e e e e e e ae e e e e e e e e e s e e aasssaaseeaaaaeeeeaeaeannnnnnnns 220
F T =T T I O 1] B =T o 1 TSRS 220
Days to Fill, External Hires 220
Days to Fill, Internal Hires 220
Employee Separations
Total Separations Per 1,000 FTES.........ooiiiiiiiii ettt e e e e e e e st ee e e s e e e e e nseeeeenneeeeeaanneeeeeaannneeeeaanneeeeeennneneeeans 220
Voluntary Separations per 1,000 FTEs.... 220
Involuntary Separations per 1,000 FTEs..... 220
Retirements per 1,000 FTES........ccccveviiieeeeinnen. 220
Other Separations per 1,000 FTEs 220
Voluntary Separations Percent Of TOAL...........c.uiiiiiii et e e e et e e e st e e e e e e e e e eneeneeeennteeeeeannnnees 220
Involuntary Separations Percent of Total..... 220
Retirements Percent of Total...................... 220
Other Separations Percent of Total.... 220
TOLAI TUINOVET ...ttt e e e oo oottt et e eeeee e e e e e e aateaasaeeeeeaeeeeeeeseasaassaeeeaeaeeeeeasannsssssaeeeseaaaeeeeesaaaannsssssnssneeeeens 220
(R ] (=] 011 o OSSOSO PP PPPPUPRRRRRRRRRIRt 220
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Blue Cross Blue Shield Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation

Human Resources, continued

Work Time and Reasons for Missed Days
Percent
Days Worked as @ Percent Of WOTK DaYS. .......oouuiiieiiiiie et ettt e e et e e st e e e e amnee e e e sseeeeeeanseeeeeanneeeeeaanneeaenannes
Missed Days as @ Percent Of WOIK DAYS. .......coouuiiieiiiiieeeaiie e te e e ettt e e e st e e e ettt e e s amne e e e e anneeeeenneeeeeeanseeeeeanneeeeeannneeaesannes

N
N
-

N
N
-

N
N
-

FMLA Days as a Percent Of MISSEA Days..........ouoiiiiiiiiiiiiiie et see e et e e et e e e et e e e e et e e e e s nae e e s ennaeeeeeensaeeeeeaneeeeesannneees
Short Term Disability as @ Percent of MiSSEA DAYS.........cuuiiiiiiiiie et e s e e e et e e e s s e e e sneeeeeeenneeeeeeanneeeeeeannneees
Workers Comp Days as a Percent of Missed Days
Other Days Missed as a Percent of Missed Days

Total Missed Days as a Percent of MiSSEA DAyS........ccooiiuiiiiiiiiie e ee et e e et e e e e st e e e st eeeeeneeeeesanseeeeeeaneees

N
N
-

N
N
-

N
N
-

N
N
-

Per FTE
[ Y LR Y= 1 =1 o] L= (o B Ao o =Y ISR
LI YL AT o 4 o N o =Y IS

N
N
-

N
N
-

N
N
-

FMLA days per FTE.......ccoccoevevviiieeeees
Short Term Disability Days per FTE..
Workers Comp days per FTE............
Other days Missed per FTE...............

Total Days Missed per FTE

N
N
-

N
N
-

N
N
-

N
N
-

PTO
PTO Days Based on Years of Employment

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

Does your plan Offer @ PTO SYSIEM ... .ottt e e e st e e e e st e e e e s s e e e e anseeeeeeaseeeeeansaeeeeanneeaeeanseeeeeananneeeann:
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Blue Cross Blue Shield Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation

Human Resources, continued

Teleworking
Percent of FTEs
That AIWays WOTK @t HOMIE...... ..ottt e et e e ettt e e e ettt e e e e n et e e e e s ee e e e neeeee e e neeeeeeaannseeeeanneeeeeannneeeennnnees 223
LI 2= A [ =Y USSR 223
L o o] L8 (o T = 1= o S PR 223
Eligible to Telework that Always Work from Home 223
Eligible t0 TeleWork that "HOLEI"........ ... et e e et e e e et e e e e s ntee e e e st e e e enaeeeeeenseeeeseneeeeeeannneeeeeannns 223
Human Resources Cost Summary
L | O] €= =Y I =1 IR 224
Total FTEs per HR FTE 224
HR Costs per HR FTE........ccceeeenes 224
HR FTEs per 10,000 Members...... 224
HR Cost per Member per Month 224
Staffing vs. Non-Labor
Human Resources Non-Labor Costs per Human Resources FTE...... 224
Human Resources Staffing Costs per Human Resources FTE........ 224
Human Resources Costs per Human Resources FTE................. 224
Human Resources FTEs per 10,000 Members 224
(070153 o= 1Y L= 4 g1 o= gl o= 1V o o1 o R 224
Percent of Human Resources Costs that are NON-Labor.................uiiiiiiiii e e 224
Percent of Human Resources Costs that are Staffing.........ccuoiiiiiiiii e 224
Percent of Human Resources Costs that are OQULSOUICEA..............oiiiiiiiiiiiieee e e e e e e e e e e e, 224
Percent of Staff that IS QULSOUICE..........ooiii it e e e et et e e e e e s e e asaaaeeeeaaaaeeeeaaaeannssaaasreeeeeeeeenas 224
Employee Tenure
Percent of Employees With Less Than One Year Of TENUIE..........ooi it e e e e e e e e e e e e e e anneees 225
Percent of Employees With One to Five Years of Tenure.............. 227
Percent of Employees With Six to Ten Years of Tenure............. 229
Percent of Employees With More Than Ten Years of Tenure.... 231
Average EmPIOYEe DUFAtION IN YEAIS. ........ueiiiiiiiiiieeieieiee st e e e et e e e et e e e e sttt e e e e e ne e e e e aans e eeeeaanseee e e saneeeeanseneeeanseeeeeannneeeeennnnens 233
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Blue Cross Blue Shield Plans

Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Legal
Staffing vs. Non-Labor
Legal Non-Labor Cost per Legal FTE...... ... ittt e e e ettt e e s et e e e e e st e e en et e e e eneeeeeeenneeeeeeanneeneeeanneeeeannn 235
Legal Staffing Costs Per Legal FTE........ ..ottt e e e ettt e e e ettt e e e e aneee e e en et e e e eneeeeeseneeeeeeanneeeeeeannneneeann 235
(Yo F= T @013 (3 o]l =T o I SRS 235
Legal FTEs per 10,000 Members 235
(070153 o= 1Y L= 44T o=l 0 T=T 1V o o1 o R 235
Percent of Legal Costs that @are NON-Labor............. ittt e e e et e e e st e e s et e e e s enaeeeeeeneeeeeean 235
Percent of Legal Costs that are Staffing..........cooi i e et e e e s e e e e st e e e e s e e e e nnnneeeenennee 235
Percent of Legal Costs that @are OULSOUICEA. ............iiiiiiiiie et e et e e e et e e e et e e e et e e e s annneeeeennneeeeesenneneeeenn, 235
Percent of Legal Staff that is OUISOUICEA. .........co it e e e e et e e e s e e e e e e ante e e e aanneeeeeeannneeeenannee 235
Normal Business vs. Outside Litigation Costs
Per Member Per Month
NOIMAI BUSINESS LEGAI COSES. ......uiiiiiiieiiie ettt ettt ettt sttt e bt e s ate e ettt e sab e e e bt e e e a e e e e ket ambe e e eabeeeabeeeambeeeabeeeambeaaneeeenteeeannen, 235
(@18} 7o [ I o =1 (0T TN 7 01 £ RS SE 235
TOtAl 14 (D) LEGAI COSES.....eiiiiiii ittt ettt ettt et e a e e e be e e s et e e e b et e e a e e e e ket e s te e e ebs e e eabe e e beeeembe e e ambeeembeeesnbeeeaneeenanes 235
Percent of Premiums and Fees
Normal Business Legal Costs 235
Outside Litigation Costs............. 235
LI t= L (o) T =T o 01 SR SSRER 235
Percent of Total Legal Costs
NOIMAI BUSINESS LEGAI COSES. ......ueiiiiiie ittt ettt e b e e s h bt e ettt e s et e e e aee e e aee e e ket amte e e eabeeeabeeeamteeeabeeeembeeaneeeenteeennnen, 235
L@ 18} 7o [ I e =1 (0T TN 7 0 1= £ SE 235
TOtAl 14 (D) LEGAI COSES.....eiiiiiii ittt ettt e et a e e ettt e s et e e e b e e e e a e e e e ke e emte e e ebs e e eabe e e s beeemteeeembeeembeeesnbeeennneennnes 235
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Blue Cross Blue Shield Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Inx 1 x

I 1 x Il x

Inx 1 x

I 1 x Il x

Inx 1 +

Metric Page Definition Calculation
Facilities

Facilities Cost Summary

L= e 1 ([ TSRO0 1S3 (3 o= o] = | N =SS 236
LI ] €= L ol I =S o= = Vo1 1 TS e N USRS 236
Facilities Costs per FACIliI®s FTE....... ..ottt e st e e et e e e s e e e e s st e e e e aneeeeeeannseeeeeannaeeeeeennneeeeeanneees 236
Facilities FTEs per 10,0000 Members................. 236
Facilities Costs per Member per Month 236
L= e 1 1T ol I =E T oYY o) = I =SSR 236
Total Usable Square Feet per Facilities FTEs 236
Total Usable Square Feet per Total FTEs........... 236
Facilities Cost per Total Usable SQUArE FEEL.......... ..ot e e et e e e e e e e e enae e e e e enneeeeeaanneeeeans 236
L= e 1 ([T @70 1S3 3 o= o] = | Nl =N 236
Total FTEs per 10,000 Members...........cccccee..e. 236
Facilities cost per Member per Month 236
Facilities Cost Summary - On-Site or Internal FTEs Only
Facilities Costs per Total FTE 236
Total FTEs per Facilities FTE.......... 236
Facilities Costs per Facilities FTE 236
Facilities FTES per 10,0000 MEMDEFS..........uiiiiiiiieeeiiiiiee et e e e et e e e et ee e s et eeeeaaeeeeeeaanneeeeeaanssee s e naeeeeeannseeeeaanseeaeeanseeaesannneeees 236
Facilities Costs per Member PEIr IMONTN.........ooi ettt e e e et e e e e e e e s nee e e e e s st e e e eanseeeeeannneeaeeannneeeas 236
L= e 1 1T ol I =E T oYY o) = I =SSR 236
Total Usable Square Feet per FaCIlitieS FTES.......ooi ittt et e e e et e e e e e e e e et ee e e e aneeeeeaanneeeeanns 236
Total Usable Square Feet per Total FTEs........... 236
Facilities Cost per Total Usable Square Feet 236
L= e 1 ([T @70 1S3 (3 o= o] = | Nl =N 236
Total FTES per 10,000 MEMDETS.......cccoi e ieie ettt et e e et e e e e e e e e e et e e e e ameeeeeeeamseeeesnseeeeeanneeeeesennsneeeeanneneeeaannneneeans 236
Facilities cost per Member PEr IMONTN........... . it e e e e e e e e et e e e sate e e e e s ne e e e e e nseeaeeenneeeesennnneeesanneees 236
Staffing vs. Non-Labor
Total Non-Staffing Costs per Total FTE.... 237
Total Staffing Costs per Total FTE............ 237
Total Costs per Total FTE...........cccooceeennne 237
Total FTEs per 10,000 Members...........cccccee..e. 237
(70153 o =T 1Y L= 4 g1 o= gl 0= 1V o o1 o R 237
Percent of Facilities Costs that are Staffing...........cooo it e e s e e e st e e s et ee e e e nnneeeeeans 237
Percent of Facilities Costs that @re NON-Labor..............ooooiiiiiiieee e e e e e e e e e e e e et a e e e aaaeeeeeeeeenanns 237
Percent of Facilities Costs that @are OUISOUICET...............uuiiiiiiiiiiii e e e e e e e e et eaaaaeaeeeaeeesennsnnnnnnees 237
Percent of Facilities Staff that is OUISOUICEA. ..............uiiiiiiiii e e e e e e e e e e e e e e e eraeeeeaaeeeas 237
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Blue Cross Blue Shield Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Facilities, continued

Square Footage of Facilities
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Usable Square Footage by Type
PEICENT OWNEA. ...ttt e e e e e e e e e oot e e e eeeeeeeeeeeeeee e e e s ssssssaeeeeeeeeeeaasssssseseeeeeaaeeeeeaaaaassssssaesaaeaaaeeeeeeeanns
PEICENT LEASEM.......ooiiiie ittt ettt e e e e e e e e e et e e et eeeeeeeeeeeee s aaaaasseeeeeeeeeaa e aansaesaeeeeaaeaeeeaaaaaannnnraaaaaaaaaaeeaaaaann
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Usable Square Feet as a Percent of GrosSs SQUAre FEEL..........uuiiiiiiiiiiei e e e e e e e nnneeas

Gross Square Footage by Type
Percent Owned
Percent Leased
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Total Facilities Costs per Square Foot
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Facilities Costs by Type
Per Member Per Month
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(b) Depreciation

(c) Heat, Light and Taxes..
(d) Security.....cccceeeviieeeenne
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e) Maintenance..................... .
f) Leasehold Improvements.....
g) All Other........cooceeveeiiee.
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Percent of Premiums and Fees
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(b) Depreciation....................

(c) Heat, Light and Taxes..

(d) Security.....cccceeeviieeeenne
(e) Maintenance............cccee.....
(

(

N
w
@

N
w
[oo)

N
w
[oo)

N
w
o

N
w
@

N
w
@

f) Leasehold Improvements.....
g) All Other....
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Blue Cross Blue Shield Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Facilities, continued

Facilities Costs by Type, continued
Percent of Total Facilities Costs

(620 0L OO 239
(b) Depreciation................. 239
(c) Heat, Light and Taxes.. 239
(d) Security.....cccceeevieeenanne 239
(e) Maintenance...........ccccceveeieeeeennneen. 239
(f) Leasehold Improvements.............. 239
(g) All Other........cccceeveenienenne 239
Lo =1 TSP SPPOUPPPPPPPPOS 239
Printing and Mailroom
Mail Volume
Incoming Mail Volume per Member 239
Outgoing Mail Volume per Member 239
Total Mail VOIUME PEI IMEMDET ... . ettt et e e e ettt e e e et et e e e e ame e e e e e aans e e e e aaneeeeeasaeeeeeansneeeeaanneeeeeannnneaeeannes 239
Percent of Incoming Mail Volume of Total 239
Percent of Outgoing Mail Volume of Total 239
Percent of TOtal Mail VOIUMIE.........ooiiiiiieeeeee ettt e e e e e e e e e e e e e e e eeaeeeeeeesasssaaaeeeeaaeeeeeaaaaanssssssssaeaaaaeeeeaeaans 239
Printing and Mailing Costs by Type
Per Member Per Month
S = L (g Te =TT I Lo 1= 74T Vo TS 240
2. Marketing.......cccccvevvinneennn. et eeeee e eeeeee e teeeeeaaaeeeannaneeeeannaeeeeeannaneeeaan 240
3.8aleS .. e ——— eeee—— 240
Lo AV 7T g =TT I g o) o o) (o o TS 240
6. Provider Network Management @Nd SEIVICES. .......coiiuiii i ee e et e e e et e e e s st e e e e ante e e e e e nneeeeeaanneeeeeennneeeeeennneneeean 240
7. Medical Management / Quality Assurance / Wellness............cccevceeriiiiniieeiinennen. e 240
8. Enroliment / Membership / Billing.........cceeveeiiiiiieeiee e e 240
9. CUSIOMET SEIVICES. .. .ottt e e e e e e e eeeee—— 240
10. Claim and Encounter Capture and Adjudication............cccceecereeinieeeennnneen. et ee e e eeeee e e —ereeean——eeeaaanneeeenraneeeaanneees 240
11. Information SyStemS EXPENSES.......cooiiiiiiiieiee e S, 240
12. Finance and Accounting et eeneeeeeeeeaeeeeeeaa—eeeeean——eeee e anreeeanaeeeeeaneees e e 240
13. Actuarial........cccoevveeeeiiiiiiiiei, e ——————— et e e e e e e e e e e ———————————aaaaaans 240
14. Corporate SErvICES FUNCHION. ... ... ittt e e s te e e e et e e e e e st e e e e amneeeeane e e e e e anneeeeeanneeeeeannneeeeennneeeeean 240
15. Corporate EXECULIVE & GOVEIMANCE. ... .. ..eiiiiieiiie e et e e ettt e e e et ee e e st eeeeaaaaeeeeeaanseeeeesanneeeeeeanseeeeaanneeeeeaannseeeeannnneeeeennseneeean 240
I = | ST O PP U PSP PP PUPRROPPTOPRPPNE 240
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Blue Cross Blue Shield Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Printing and Mailroom, continued

Printing and Mailing Costs by Type, continued
Percent of Premiums and Fees

S = L (g Te =TT I Lo 1= 74T Vo SRS 240
21/ F= 14 (=Y 10T PP 240
3.8aleS . 240
5. Advertising and Promotion 240
6. Provider Network Management and Services 240
7. Medical Management / Quality ASSUFraNCe / WEIINESS.........coiiiiiiiie e 240
8. Enroliment / Membership / Billing 240
9. Customer SErviCeS.......ccocuririiiieeeee e 240
10. Claim and Encounter Capture and AQJUAICATION...........ocoi it e e e et e e e st e e e e s e e e e enneeee e, 240
11. Information Systems Expenses 240
12. Finance and Accounting 240
13. Actuarial........cccoovveeeeieeeieeeieeee, 240
14. Corporate Services Function 240
15. Corporate Executive & Governance 240
I = | T T P PO PSP PP PPPTPU PR OPPTOPRPTPNE 240
Percent of Total Printing and Mailing Expenses

1. 241
2. 241
3. 241
5. Advertising and Promotion 241
6. Provider Network Management and Services................... 241
7. Medical Management / Quality Assurance / Wellness 241
8. Enroliment / Membership / BilliNg...........eieii ettt e ettt e e e et e e e e st e e e e ansae e e e e naneeeeenneneeeeeanneeeeeannnees 241
O, CUSTOMIET SEIVICES. ... ittt et e e et ettt et e e e e e e e e e e e aateeaeeeeeeeeeeeeeeeeaasassassseeeeeeeeeeeaaasassssaeeeaeaaaeeeaaaaansssssssssseaaaeeeeeeenanns 241
10. Claim and Encounter Capture and Adjudication.... 241
11. Information Systems Expenses........c..ccccceveennnen. 241
I3 1= T T =T To oo TH o oV TS 241
S e (U E o T | U PR OPOPRURPPPPRPN 241
241

241

241

QJ COPYRIGHT © 2023 SHERLOCK COMPANY. ALL RIGHTS RESERVED. CONFIDENTIAL AND TRADE SECRETS. 217



I x 1 x

Inx 1 +

Tab 10
Risk Adjustment

Risk Adjustment is the analysis of clinical data in order to match government compensation with the risk factors of members. This includes adjustment for the “three Rs”: permanent
risk adjustment, transitional reinsurance and transitional risk corridors.

Metric Page Definition Calculation

Risk Adjustment Cost Summary

Chart Reviews per 1,000 Members 245
Members per FTE..........ccccevviieeiiinnns 245
Chart Reviews per FTE per Year...... 245
Cost per Chart Review...................... 245
Costs per FTE.......ccccceeviieeenne 245
FTEs per 10,000 Members........ 245
Costs per Member per Month.... 245
Staffing vs. Non-Labor - Risk Adjustment
Risk Adjustment Non-Labor Cost per TOtal FTE........coo it s e e e st e e e e s sneeeesneeeeanneeeennneeeenseeennnee 245
Risk Adjustment Total Staffing Costs per TOtal FTE.........oo it e e e nee e e s e e e s e e enneeenneeeeennee 245
Risk Adjustment Total Costs PEr TOAl FTE..........ooi ittt et s e e et e e st e e snte e e s st e e e anseeeeanseeesnseeeenneeeeanneeenn 245
Risk Adjustment Total FTEs per 10,000 Members 245
Risk Adjustment Cost per Member PEr MONTN...........ooi i i e e e e s e e et e e sae e e sne e e s s e e e sneeeeanneeeeanneeeenneeees 245
Percent of Risk Adjustment Costs that are Staffing..........cooueiiiiioii et e e s e e nnneee s 245
Percent of Risk Adjustment Costs that @are NON-LaDOT..............coiiiiiee e e e e e et e e et e e s e e enneeeeeneees 245
Percent of Risk Adjustment Costs that are OUISOUICEA.............oueiiiiiiieie e e e e et e e st e s s e e sneeeennaeeennnes 245
Percent of Risk Adjustment Staffing that is OUISOUICEA............ooiiiiiie e e e e e e e e e eneees 245
Number of Chart Reviews
Per 1,000 Members
0] (T4 o F- | TSP SOUUPPPPP 246
Outsourced 246
L1 =1 OSSR 247
Percent of Charts Subject to Multiple Passes
OULSOUICEA. ... ...ttt ettt e e e et e e e e e ettt e e e e eeatteeeeeeeeeasaeeaeeeeeessssseeeeaaasseeaeeeeasssasseeeeeaasssseeeeeeeasssseeaeeaaassssnenaeaans 247
Percent of Charts Reviews: Internal vs. Outsourced
0] (T4 o F- | PSR SOOPPPPPP 248
248
249
Risk Adjustment Staffing
Risk Adjustment Staffing FTEs per 10,000 Members
Other Risk AJUSTMENT EMPIOYEES.......c.eeieiiiieeiie ettt et e et e ettt e e ettt e e anee e e amneeeeaneeeennseeeameeeeenneeeeanneeeeanseeeanneeeennenes 250
TOTAL. e ——————————————————ta——at——aa—a et et e et e e et aaaaaaaaaaaaaaaaaaaaaaaaaaaan, 250

QJ COPYRIGHT © 2023 SHERLOCK COMPANY. ALL RIGHTS RESERVED. CONFIDENTIAL AND TRADE SECRETS. 243



SHERLOCK BENCHMARKS
Blue Cross Blue Shield Edition - 2023

Volume II - Operational Metrics

&OQ

o



	2023 - Volume II - Operational Cover - BCBS
	Title Page
	Table of Contents
	Tab 1 - Introduction and Background
	Tab 2 - Summary of Operational Metrics
	Tab 3 - Sales and Marketing
	Tab 4 - Provider Network Management and Services
	Tab 5 - Enrollment / Membership / Billing
	Tab 6 - Customer Service
	Tab 7 - Claim and Encounter Capture and Adjudication
	Tab 8 - Information Systems
	Tab 9 - Corporate Services Cluster
	Tab 10 - Risk Adjustment



